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Abstract 
This research was conducted to examine the views of immigrants about their job search and 
evaluate ways they can secure employment. The researcher also researched the experiences of 
immigrants and co-designed their employment service. The result of this study shows that there 
are many reasons why immigrants are unemployed.  The majority of them cannot secure 
employment due to their poor understanding of the Finnish language. Lack of or insufficient 
vocational skills are also another reason why most immigrants are facing challenges in securing 
employment in Finland. These individuals require vocational training to equip themselves with the 
necessary skills required in the job market. This study recommends that stakeholders should come 
together and assist the immigrants in their job seeking. Employment Centers should come up with 
basic Finnish Language courses for these individuals. The training at Employment Centers should 
also pay attention to how individuals can leverage social media and other online platforms to 
enhance their employment chances. 
Immigration is influenced by a lot of underlying factors, unemployment, political instability, 
famine, and desire to improve living conditions. Immigration if exploited positively has the 
potential to improve the economy of the locals and by co-designing services the local authorities 
can tackle challenges pragmatically facing immigrants. The local authorities achieve this by 
training and coaching the immigrants, for example by teaching the local language and the local 
etiquette this equips them with the necessary skills to acquire employment. All this boils down to 
reducing the unemployment rate, crime rate, and greatly increases the country's GDP. 
_________________________________________________________________________ 
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1. INTRODUCTION 
This study addresses the unemployment and employment rate of immigrants living in Helsinki and 
Espoo area. Helsinki and Espoo area is the primary sample of the study. Helsinki and Espoo cities 
offered employment services for residents and support employers with employment along with 
Uusimaa TE services. Helsinki and Espoo cities help registered unemployed residents by providing 
necessary information and guidance. Job seekers were also offered different trainings to enhance 
their skills and to get employed (City of Helsinki). The regulatory authorities realized that the 
people, firms, industries, and communities are the best assets of the Helsinki and Espoo area. 
Records show that continuous growth in the firms, industries, and communities matters, it becomes 
easy for immigrants to secure employment (TE-Services 2013). The high growth rate is due to 
political stability in the area, unpolluted nature, high living standards, and the presence of proper 
means of transport and communication. The conditions have enabled the thriving of businesses 
and employment opportunities. 
The Ministry of Economic Affairs and Employment developed the TE-service. TE-service 
highlights how many people are now in the country.  It also provides knowledge of training 
sessions and locations, and where the training will take place. The TE-service also provides job 
placements and unemployment conditions and also highlights the customer's comfort zone. 
TE-service is also playing a vital role in terms of advertisements for jobs. It receives job 
opportunities from the business owners, and it is the responsibility of the TE-service to publish 
and print the jobs in print media. It is the responsibility of the TE-service to fulfill the right place 
with the right candidate. The TE-service knows the suitability and relevance of posts concerning 
a particular candidate. The TE-service provides the immigrants with a training and coaching 
facility, which facilitates them for their respective jobs. (TE-Services 2013.)  
The Espoo Region Education Association (Omnia) is another service provider in Espoo. Omnia is 
providing secondary, upper secondary, and training based vocational qualifications in Espoo city 
since 1982. Omnia is collaborating with national and international partners. Omnia’s learning 
environment is quite innovative and offering digital solutions. Omnia also offers integration 
courses and training for immigrants with the help of the TE-office. (Omnia Espoo 2018.) 
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1.1 Research Problem 
Helsinki Uusimaa Region is the biggest populated area in Finland. On 31 December 2018, the 
number of people living in the Helsinki area was 648,042 and in Espoo 283,632 (City of Helsinki 
2018). The major problem is that approximately 16 percent of the people are immigrants from 
different states and countries. In the future, the figure is expected to double. This high population 
is a possible disaster if the government does not take any effective and efficient decisions (Ennuste, 
2016). The immigrants can't get white-collar jobs in well-established firms (Ahmed, 2005).  Co-
designing is concerned about employment for the immigrants of Espoo City to deal with high 
unemployment. This would help them grow in a competitive market. 
 
1.2 The framework of the Study 
This research study has two main key variables: service design and design thinking. Initially, the 
primary study focus will be service ideation and service design in the general public sector. (Moote 
2013, 13) The study analyzes the issue of unemployed immigrants from the immigrant's 
perspective, and offer suitable solutions. This research gathered technical information from 
different publications, including books, articles, research papers, research theses, and dissertations. 
The essential data was collected from various seminars, structured interviews, different training 
sessions, and from the researcher's previous information. 
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1.3 Objectives and Significance of the Study 
The state benefits by having immigrants employed. Helsinki Espoo area plays a huge role in 
creating job opportunities for those who are new in the country (Whicher et al, 2013). As more 
immigrants are registering in the area, it requires the new, joint, and co-design solutions to stabilize 
the unemployment rate. The main objectives of this research are: 
 
a) What services do immigrants in the Helsinki Espoo area require to enhance their employability? 
b) To investigate the experiences of the immigrants for co-designing of employment services.   
 c) To examine the motivations of new immigrants in the Helsinki Espoo area, to employ the 
services. 
 
This study examined the problems of unemployment from the perspective of immigrants to 
develop a clear picture of the issue. The research was necessary and appropriate in addressing the 
challenges that immigrants face. It highlights ideas and how different stakeholders come together 
and make jobs and employment services reachable among immigrants. The study offers vital 
lessons to other cities and states on how to make their economy more robust and beneficial by 
giving job opportunities to immigrants. 
 
Helsinki Uusimaa Region is the most significant populated area in Finland (Ennuste, 2016). 
Uusimaa is divided into four sub-regions and 26 municipalities, thirteen of which 
are cities. Fifteen municipalities are bilingual. The number of people living there is approximately 
648,042. The major problem is that roughly 16 percent of the people are immigrants from different 
states and countries. (City of Helsinki.)  
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Finland does not have a long history of hosting international migrants (OECD, 4). Beginning in 
the 1990s, Finland started receiving immigrants especially from Russia, Estonia, Somalia, and 
recently from Afghanistan, Iraq, and Syria. Migrants from Estonia and Russia are the largest 
immigrant group. These numbers are still small if compared with International Standards. But 
the number of immigrants is increasing every year.  
 
 
                                   
Figure 1: The composition of immigrants in Finland 
Source: (OECD, 4.) 
 
The report examines efforts that the government of the region has put into place for long-term 
equal employment opportunities for both the natives and the immigrants. However, with the high 
population increase, it could be a possible disaster if the government does not take any effective 
and efficient decision (Ennuste, 2016). The population increase is significant due to the rise in the 
number of births and foreigners in the region. 
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The following figure shows that the population of the Helsinki region slightly increased during the 
last few years. During the last ten years population growth of almost 13 percent in the Helsinki 
region. Annual population growth 1.2-1.3 percent in the Helsinki region. (Statistics Finland.) 
 
 
 
Figure 2 Rate of population increase in Helsinki 
Source: (Statistics Finland.) 
 
1.4 Research Questions 
The research question is threefold: 
 a) What services do immigrants in Helsinki Espoo area require to enhance their employability? 
b)  What challenges do immigrants face in their pursuit of employment? 
c)  In what ways could we co-design employment services offered to meet the employment service 
needs of immigrants?  
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1.5 Researcher's Own Experience from the Field 
I am pursuing a Master's Degree in Leadership and Service Design. The objective of this research 
is to find the employment needs of immigrants as I am an immigrant in Finland myself and I have 
been working in Finland for the last 7 years. I also worked as an entrepreneur at Mocca House Oy.  
Research indicates that it is still a fantasy of immigrants to acquire a white-collar job. It’s difficult 
to fulfill this dream as an immigrant. I am working in Finland since 7 years but still, I have not 
offered a good job. Any possible job is not the goal of immigrants, but getting a job in their field 
of work is the main goal for them. 
 
1.6 Työrasti Competence Center 
Työrasti Competence Center Espoo was a project that offer their services to enhance customer’s 
working skills to be able to get employed. Customers of this project were Espoo residents (mostly 
immigrants) aged between 30-54 who have received unemployment funding from the TE-office 
or continuously unemployed during last 12 months and registered at the TE-office as unemployed. 
Initially, Työrasti Espoo was my commissioner for my thesis study but this project ended its 
operations in December 2018. Two työrasti officials were, however, interviewed before this 
project ended. Also, four individuals were interviewed; these individuals were between the age of 
22-45 years, and mainly from China, India, Somalia, and Iraq. Interviews with customers from the 
Työrasti Competence Center aimed at identifying the likely services to offer at the Työrasti 
Competence Center, the goal of these services, and the type of resources required. It emerged from 
the interviews that the Työrasti Competence Center focuses on improving and developing the skills 
and competencies of individuals, these services are customer-oriented. Työrasti Espoo 
Competence Center has been instrumental in developing life managing skills, self-knowledge, goal 
setting, and life planning competencies. The center has been instrumental in providing various 
individuals with information on various job opportunities and occupations in Finland.  
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Table 1: Roles of Työrasti Espoo Competency  
 
 
Competence Center 
 
Duties and Services 
 
Työrästi Espoo Competency 
Center 
 
 
 
 
 
 
Developing life managing skills 
Self-knowledge 
Setting goals 
Life planning competencies. 
Information on job opportunities. 
Educational services 
Employment services 
 
 
Työrasti Espoo Competency Center plays a leading role in innovating user-oriented training and 
improving digital skills. Given that securing work in Finland is difficult for immigrants, another 
interviewee observed that the center educates individuals on self-employment and 
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entrepreneurship.  The need for competence centers to focus on Finnish language development, to 
enhance their vocational skills to get employed.  
Työrasti Espoo Center focuses on assisting immigrants in securing employment.  Currently, TE-
services are the only channels used to achieve these goals; more channels are required in the future.  
Stakeholders such as companies, institutions, and influential persons are key stakeholders in 
attaining these goals. Among these stakeholders are language trainers, business coordinators, 
career coaches, service managers, and service planners.  Private recruitment firms, entrepreneur 
associations, and the chamber of commerce are external stakeholders the Helsinki Competency 
Center can partner with to offer fulfilling services to the immigrants.  
  
 
 
Figure 3: Key stakeholders in achieving employment goals. 
 
Key stakeholders in 
achieving employment 
goals
Institutions Influential people
- Trainers
-Business cordinators
- Career Coaches
-Service Managers
-Service Planners.
Companies Authorities
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2 FRAME OF REFERENCE 
A frame of reference aids in guiding a researcher by tackling the research problem through 
answering research questions. The theory's purpose is to look into the main issues regarding the 
research problem. The study focuses on the unemployment state of immigrants in Finland 
(Helsinki Espoo area), the services offered by the municipality, and ways in which to rectify the 
unemployment state. 
Design thinking and service design are connected to this research study. Service ideation in the 
public sector is the research study’s main idea. The immigrant’s point of view is explored by the 
researcher while following service design methods, and solutions are suggested. (Stickdorn et al, 
2011). Secondly, service design is used to acquire the theory part of the study’s information and 
interviews. The researcher’s previous knowledge is used to gain practical information. Thirdly, the 
outcome of the study is co-created and customer-oriented. 
 
 
 
 
 
 
 
 
 
Figure 4: Frame of Reference 
Service Design 
Thinking 
 
Service Design in 
the public sector. 
Service Design 
process and 
methods 
Espoo 
competence 
center. 
Employment. Migration. Immigrants in 
Finland. 
Previous 
Knowledge. 
Interviews. Benchmarking 
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2.1 Process Chart 
The study comprises seven chapters of which this second chapter brings up the research topic. This 
incorporates the problem and background of the study. The chapter also encompasses the main 
aim of the study, which is set to accomplish the research questions and objectives. Finally, in the 
last part of this section, the author highlights the plan and strategy of the study. In the third chapter, 
the study comprises reviews related literature to develop a better theoretical understanding of the 
issue of migration, immigrants in Finland, education and employment status of the immigrants, 
and service design thinking theories. The fourth chapter has the Design thinking process and the 
service design. (Stickdorn et al, 2011.) 
The fifth and sixth chapter encompasses the research techniques and methodologies used in this 
research study. The next chapter includes the research problems according to the customers and 
service provider of view to identify the solution. I gather the overall data in a generalized form and 
analyses the major problem. The seventh chapter analyzes and generates different ideas and 
possible solutions to overcome the unemployment problem. The last chapter encompasses the 
conclusions and discussion. 
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Figure 05: Process Chart 
 
 
 
 
Phase 1
Discover: Initiation of the thesis idea, preliminary research,  planning, and 
organizing.  
Business Canves Model
Phase 2
Define: Definition of the problem through interviews and benchmarking. 
Service Design tools: Peronas, Service Blueprint
Phase 3
Develop: Solution of ideas, service ideation through interviews and 
benchmarking and to validate my results.
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3 LITERATURE REVIEW 
The aim of the thesis is to discuss the employment of immigrants in the Helsinki and Espoo area. 
The thesis also broadened in its literature to explore the main concepts related to the employment 
of immigrants, and the provision of job opportunities. The review places employment of 
immigrants in Finland into context by giving the current employment, and unemployment rates. 
(TE-Services 2013.) The thesis has also provided the benchmarking of the Koto-SIB employment 
center, and the services it offers the immigrants in a bid to increase the rate of employment. 
Reasons for unemployment have been explored; language barrier, lack or inadequacy of skills, 
lack, or inadequate work experience have been discussed as the main challenges facing immigrants 
in the employment sector. Strategies to combat this problem have been researched and suggested 
in the thesis. The personas provided illuminates the different employment needs for different 
immigrants while highlighting their differences in education, personality, and skills. 
A previous study by (Petrika 2014) had established that 21 % of immigrants lack matriculation 
degree and most of them had received their degree outside the country. It is always difficult for 
these educated immigrants to locate work that suits their training and level of skills. These 
individuals passed the inclusion criteria of having vast knowledge on the issues under discussion, 
which helps to put the thesis findings in context, and more inclusive. The thesis is concluded with 
the discussions and recommendations based on the findings of the research. 
3.1 Migration 
There are several reasons for migration, some can be positive while others can be negative. The 
“Push-Pull” model (Levin institute 2017) formulated this phenomenon of migration. Push factors 
are the reasons why a person decides to leave his or her own country, these factors are mostly 
negative. They may include unemployment, the inadequacy of land, lack of security, war among 
other things. Pull factors attract people to a new country since we are in the pursuit of self-
actualization, the factors are positively inclined. The countries that people migrate to have job 
opportunities available, freedom (religious or political), fertile land, and safety. 
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Figure 5: Push and pull factors of migration. 
3.2 Employment and Unemployment in Finland 
The following figure describes that most of the immigrants moved to Finland during the year 2014 
due to family ties. Immigrants who settle down and have a valid reason to live in Finland, they 
usually bring their families to Finland. The second main reason was work, Finland is lacking 
skilled people in some of the sectors and open positions are filled by foreign workers. During 
recent years the number of asylum seekers increased. 
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Figure 6: Reason for immigration (aged 15 to 64) with a foreign background born abroad by 
gender in 2014 
Source: (UTH Survey, Statistics Finland.) 
 
Finland's mother tongue Finnish is essential not only to interact with others, but it helps to initiate 
social networks with the citizens of Finland. Excellent communication skills are vital to get 
employed. Ahmed (2015) adds that people, who manage to secure work in Finland have excellent 
Finnish language skills and expertise in their professions. 
 
The unemployment rate by the mother tongue and education level varies. Finnish bilinguals with 
higher education are less unemployed compared to foreign language speakers. But statistics are 
different among the people who have only basic education. In this category, foreign-language 
speakers are more better employed than Finnish or Swedish speakers. 
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Figure 7: A graph of employment among the mother-tongue speaking individuals and immigrants 
Source: (Ministry of Economic Affairs and Employment and Statistics Finland.)  
 
Karinen (2011) observed that those who are highly qualified people in the Finnish economy are 
immigrants. (Ahmed 2005) also found out immigrants could not gain trust and experience until 
they were offered work opportunities. Lack of faith is the primary reason for unemployment among 
immigrants. Mostly, firms are reluctant to provide jobs to immigrants as they think these 
individuals are untrustworthy and inexperienced.  So it is essential to trust the immigrants and give 
them a job and give them value, as it creates the client-oriented solutions and to create the value 
of the firm. 
 16 
 
3.3 Immigrants in Finland 
Heikkilä and Peltonen (2002) conducted a study in which they revealed that many people used to 
migrate into other Western countries in order to find better jobs. Forsander (2003) classified 
immigrants into two categories. The first category contains those immigrants who are immigrants 
because their family members are working in Finland. The second category includes those 
outsiders who want to get married there with Finland nationals. As observed by Forsander (2003), 
immigrants live in Finland for many reasons other than employment.  However a more significant 
percentage of migrated purposely for job opportunities. Heikkilä and Peltonen (2002) depicted that 
the numbers of immigrants are greater than migrants. Migrants were those who left the country for 
several reasons. The researchers also indicated that there was the peak of migration from Finland 
to Sweden in the 1970s, but in 1980s numbers of immigrants were increased as compared to the 
number of migrants. A study by Saukkonen (2016) found out when the Soviet Union collapsed, 
the number of immigrants in Finland rapidly increased. However, locals never considered 
immigrants good people. Today, there are many immigrants in the country and the perception 
towards them has improved significantly. Many of them have integrated into Finnish culture and 
society (Heikkilä & Peltonen 2002). 
Russian and Estonian migrants made up the highest percentage of foreigners born in Finland, this 
was also evident in 2016, they made up 20%, and 13% respectively of the population that was 
foreign-born. Migrants from Somalia have kept their numbers at the 3% mark  year 1994, however, 
2015 experienced a rise in the number of migrants from Iraq and overtook that of Somalia by 
registering 4% of foreign-born migrants. Finland received a large number of asylum requests in 
2015 the country registered a big increase in the number of requests compared to the previous 
years, Finland offered protection to almost 14,000 asylum seekers during this year. (Statistics 
Finland.) 
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Figure 8: Immigrants by country of origin, and employment in the Helsinki region. 
Source: (Statistics Finland.) 
 
3.4 Immigrants’ Education in Finland 
According to the National agency for educations report (OPHa), immigrants can take part in basic 
learning education, post basic learning, preparatory schemes of training, vocational teaching and 
learning skills, and training at a very high level. Education plays a very important role in every 
economy. If we talk about Finland then there are equal chances for the jobs and employment in 
Finland. Education is free. (Heikkilä & Peltonen, 2002). The Finnish government aims to provide 
the education free of charge for both citizens and residents (OPHb).  Immigrants in Finland have 
various avenues to pursue their education and improve their professional and vacation skills.  This 
education is viewed as a great opportunity to improve their employability. (Karinen 2011.) 
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Figure 9: Education in Finland 
Source: (Finnish National Agency for Education OPH.) 
 
3.5 Employment of Immigrants in Finland 
Employment is an important indicator of an immigrant’s integration in society. Being employed 
enables immigrants to earn a steady income and stabilize their financial position. It helps them to 
integrate into society, but learning the local language and creating social networks play an 
important role when integrating into society. Education and skill level are also important for 
immigrants to get employed. Immigrants with low qualifications and skills found employment 
more often than local natives. In Finland, odd-job opportunities are available for the people who 
do not have qualifications, but for the immigrants who have qualifications depends on their 
professions to get employed, some professions have high demand and the immigrants who fall in 
this category get employed rather quickly. (Kvartti 2017.) 
The following figure shows the difference in the employment rate between the immigrants and the 
native-born in the labour market.  
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Figure 10: Employment of Immigrants in Finland. 
Source: (Statistics Finland.) 
 
3.6 Efforts made on Unemployment state 
The Finnish government through the ministry of employment, labor and social affairs has taken 
several steps in a bid to support the immigrants. 
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Dealing with Discrimination 
 
Discrimination occurs mostly when the employers decide to give a job to an individual simply 
because that person are from a particular origin. On most occasions, employers may avoid hiring 
people from specific backgrounds to avoid displeasing their customers. When applying for jobs, 
people from Russian sources are less likely to be called for an interview compared to people of 
Finnish origin.  It is evident that discrimination still exists in Finland. A survey done in the year 
2014 demonstrated that immigrants working in higher positions do not face discrimination as 
compared to those working in low places. (OECD 2017, 16.)   
In a bid to correct the discrimination and inequality status, several policies were put in place. The 
Finnish discrimination act was widened in 2015 to include all forms of inequality. An independent 
tribunal was also created (National Non-discrimination and Equality Tribunal and Non-
discrimination ombudsman).   The National Advisory Board for Ethic Relations (ETNO) unites 
migration experts across the country intending to build cooperation and trust among the 
immigrants and various employment departments. (OECD 2017, 16.)   
The 2015 act requires employers with more than 30 employees to ensure the balance among the 
employed personnel. The draft made by employers on equality and discrimination must undergo 
continuous renewal. A monitoring system has been created by the Ministry of Justice to collect 
and publish incidences of discrimination. The situation was corrected by the creation of forums 
that will see the immigrants and the natives come together. This move will eliminate discrimination 
as trust and unity among each other develops on such occasions. (OECD 2017, 18.)   
 
Encouraging Employer Demand for Immigrant Workers 
 
Strict legislation was put in place by the Finnish government to correct the employment status by 
increasing the trust of immigrants so employers can quickly hire them. Several programs have 
been developed to support immigrants seeking jobs by training them to secure a job. The program 
helps immigrants to fit into the Finnish labor market through vocational labor market training. 
From 2015, the immigrants arriving in Finland receive integration training before entry into the 
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labor market. Through this program, 1.5% of immigrants were employed in the public sector.   The 
government has provided job seekers with work try-outs on a short term basis (not more than 12 
months) to gain work experience in the field of specialization. This move is beneficial to the 
immigrants since they will be able to fit into the job markets. 
 
 
Foreign Skills and Qualification Recognition 
 
People who acquire education outside his /her country will find it challenging to acquire a job 
since they have been highly discounted. It has triggered several bodies to make recognition 
decisions to rectify the situation (Forsander, 2003). The most recognized organization is the 
Finnish National Board of Education (FNBE) which helps in vetting the qualification of the 
immigrants, especially those with higher education.  
To sufficiently bring the situation back to normal, there should be enhanced coordination of 
recognized services such as online information portals that guide immigrants to relevant 
recognition bodies; such bodies aid coordination with other relevant stakeholders (Aslund et al., 
2009). The other way to rectify the situation is by strengthening cooperation with employers and 
make them understand that the skills acquired outside the country are more of the same. It built 
the employee's trust for the immigrants.  
 
 
Early Finnish Language Education 
 
Language is more important which enables communication between individuals. Language 
learning is mostly done together with vocational integration activities. Learning the language 
(Finnish) allows immigrants to communicate effectively with employers and natives. Enough 
support should be offered to the immigrants to have a clear understanding of the Finnish language. 
For that reason, the Finnish government and NGOs offer immigrants support that helps them in 
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building their Finnish language competence. Through the services provided to the immigrants at 
their onset of job seeking, they will be fully equipped and can quickly secure jobs of their choice.  
 
Integration in Schools 
 
Immigrant children should be integrated at an early stage to learn quickly their new language 
(Aslund et al., 2009). The Finnish government has managed to offer free early childhood education 
to foreign children both within and outside the municipalities. At the end of childhood education 
(A1.3 and A2.1), the children would have acquired knowledge of the Finnish language. The 
international students in the upper-secondary also study Finnish/Swedish as a second language 
(Heikkilä & Peltonen, 2002). To realize full transformation, all children, including those who are 
past the required age, should receive early childhood education. The knowledge offered in school 
should give guidance on the labor market and work experiences. 
 
 
 
 
 
 
 
 
 
 
 23 
 
4 DESIGN THINKING 
Schneider et al., (2018) conducted a research in which they defined the design thinking. They 
stated that design thinking is a process of ideating, defining, designing and developing the project. 
They further intimated that the design thinking process does not mean that it would not have the 
problems and mistakes, but it enhances things and knowledge as much as possible. (Stickdorn et 
al., 2011) conducted a study in which they depicted that isolating the problems in initial stages is 
very important. (Stickdorn et al, 2011) analyzed in their study that design thinking has five 
processes: user-centered, co-creative, sequencing, evidencing and holistic. 
Design thinking describes the mindset of a specific organization, or a group. The organization or 
group of people have a goal of putting their users first, it is characterized by a pragmatic service 
design, competencies, and users get hands-on experience. The main goal of design thinking is to 
ensure there exists a balance between basic employment needs, opportunities from technology, 
and the relevance of the services to business (Schneider et al 2018, 20.) Design thinking shades 
light on the faults rather than avoidance or covering up,  therefore, it points out problems early 
which allows them to study before implementing or adopting new concepts. (Stickdorn et al 2011, 
122.) 
 
Design thinking is a problem-solving methodology that can be very useful when solving a 
problem concerning a particular issue. It helps solve complex problems not understood by 
helping one understand the human needs, and how to solve a problem in human-centered ways; 
through the creation of brainstorm sessions that yield more ideas. It can be used to tackle 
complex issues in countries, institutions, and companies. Hanson-Platter Institute of Design 
(2018) defines the five stages of design thinking. It comprises determining the problem, 
empathizing, ideating, testing, and prototyping.  
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Figure 11: The 5 steps of Stanford d.School Design Thinking  
Picture Source: (Research Gate.) 
 
Empathize 
Empathize is the first stage of design thinking, where one gets a clear understanding of the problem 
an individual is tackling. It involves consultation with the experts or professionals about the area 
of interest through observation, empathizing, and engagement with the people to understand their 
experiences and motivation. Empathy allows design thinkers to create their assumptions about the 
world to get a better understanding of users and their needs. (Osterwalder and Pigneur 2010). 
Why empathize 
• The problems that a researcher is trying to solve is almost always not his or her own, feeling 
with the people experiencing the problem helps in designing correctly for the people by 
addressing issues that are important to them. 
• Observation of people’s activities and their interaction with the environment provides the 
researcher with clues about their feelings and thoughts. This way, the researcher can 
easily understand their needs by observing what they do and say. The insights from 
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observation will result in the creation of solutions that are innovative. ( Stickdorn et al, 
2011) 
• Direct engagement with people reveals a great amount deal of their values, and way of 
thinking. Deeper insights are revealed through conversations, as the values held are not 
always obvious to the people holding them. A deeper understanding of the values and the 
beliefs of a group of people helps in building a good design. 
How to empathize 
• Observe: Look at how people behave in their lives. Look at what people do, and compare 
the actions with what they do. 
• Engage: conducting interviews, especially through conversations. The questions should be 
well structured, and the researcher should allow for conversations to drift where needed. 
• Watch and listen: Sometimes it is important to pause and watch, the actions of people tell 
a lot about their problems. Give the people enough time and listen carefully, this will show 
that a researcher cares 
 
Define 
Understanding the problem is the second stage. This step helps in clarifying the design space, and 
bringing it into focus. It involves putting together the information gathered in the previous step. In 
this stage, the data collected in the field is analyzed by the team to ascertain the main problem. 
(Osterwalder and Pigneur 2010). A problem-solving approach is human-centered, which aids 
experts in gathering adequate information and other elements that help rectify an issue. 
Why define 
• This is an important step in the designing process since the researcher gets to give their 
point of view. The point of view will help in pointing out the right challenges that need 
addressing, based on the results and experiences from the first stage. 
• Defining helps a researcher process the findings, filter them, and concentrate on the 
powerful insights. 
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How to define 
Pick the things that stood out from the conversations and observations. Identify the patterns from 
emphasizing, and find the reasons why they exist. Identify the existing connections in the 
observations drawn, and how they relate to the problem as a whole. User understanding should be 
developed in order to identify the needs that need to be satisfied. All these should be combined in 
drawing a point of view. (Osterwalder and Pigneur 2010). 
Characteristics of a good point of view: 
• It is focused and frames the problem 
• Inspirational to the team 
• Empowers the team by allowing independent decision making 
• Addresses needs that need fulfilling  
 
 
Ideate 
Ideation is the third stage of design thinking. It is at this stage that the experts start generating 
ideas. With the help of content gained from the first and the second stage, the team of experts will 
have a more precise understanding of the problem. They will be able to figure out proper solutions 
to the problem. 
Why ideate 
Ideating allows the transition from problem identification to solution creations. During ideation, a 
wide range of ideas is drawn. These ideas will then be narrowed down later in a bid to find the best 
solution for the problem by testing users and looking at the provided feedback 
Forms of ideation are leveraged to: 
• Being innovative by looking beyond obvious solutions 
• Tapping into the strengths and looking at all the perspectives of team members 
• Exploring and uncovering unexpected areas 
• Being fluent and flexible when it comes to options of innovation 
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How to ideate 
• Proper ideation is done through the combination of both conscious, and unconscious mind, 
rationality of thoughts along with the ability to imagine. 
• Encouraging creation of new ideas by use of building (prototyping) as a technique for 
identifying places that need decisions made. 
• Sketching, body storming, and mind mapping are other techniques used for ideation. 
 
Prototype 
Prototypes are the things that users interact with. In the fourth stage, a prototype of the problem is 
produced and shared among the group of experts. Artifacts needed for answering questions are 
generated, this is referred to as iterative generation. Experiments are done to ensure that the 
solutions offered to solve the problem are worthy. Each of the preferred answers to the question is 
re-examined or accepted. Creation of prototypes that are low in resolution are created in the first 
stages, and get more refined in the last stages. 
Why prototype 
• To solve the problem, and ideate. 
• Prototype is used for communication 
• For starting a conversation, it provides a chance for a direct conversation with the user. 
• To manage time and save money. 
• For testing of possibilities. 
• It breaks big problems into smaller ones that can be tested easily. 
 
How to prototype 
• Begin the building process by picking up the items needed. 
• Try to spend a reasonable amount of time on one prototype 
• Identify a variable. 
• Build a prototype with the user’s needs in mind. 
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Test 
The last stage of design thinking is testing. The complete product is verified using the solutions 
given in the previous steps — best problem-solving methods achieved by redefining some of the 
tested problems. Testing increases the researcher’s understanding of the users because he or she 
has already gone through all the other stages. The feedback should be centered on acquiring more 
knowledge about the user. 
 
Why test 
• Testing is used to give more refined prototypes and solutions. Testing tells if the prototype 
is functional or not, and the necessary steps to be taken 
• Testing provides more information on the user, the researcher is able to observe, and 
engage more hence developing well informed insights. 
• Point of view of the researcher becomes refined. Testing tells if the correct solution was 
reached, or if the problem framed was a failure. 
•  
How to test 
• Show, and less talk. Test the prototype on the users without giving any explanation. This 
will show if the user is able to interpret the prototype, and use to solve the problem. Let the 
user give feedback, and ask questions. 
• Create experiences for your users when testing the prototypes.  
• Let the users compare prototypes by providing a variety of them. 
 
The five principles of design thinking distinguish it from other disciplines (Stickdorn et al 2011, 
26). 
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User-centered 
There must be proper knowledge about the past experiences, habits, norms, values, civilization, 
customs, routines and styles of customers. User-centered is the first and very important key factor 
of design thinking. It is necessary in fulfilling needs and requirement of the customers and service 
holders. 
Co-creative 
The job service comprises so many factors, including different participants and different stages. 
This stage entails involvement of main variables like clients and other interveners that enhance the 
designing services.  
Sequencing 
The service process should be in a spirited and energetic way as it should highlight the customer’s 
interest in the services 
 
Evidencing 
Service design thinking makes it easy to see the true picture of the target outcome. 
Holistic 
Service design is termed as a holistic design as it shows the relationship between each and every 
variable that makes sense in a broader way. (Moritz, 2005).  Service design is a continuous process 
of service that highlights the true picture of the actual situation. It involves empathizing, defining, 
ideating, prototyping, and testing. 
4.1 Service Design 
 Service sectors account for almost 78 percent of the overall economy. Polaine, Løvlie and Reason 
(2013) observed that most of the economy in the developed sector is occupied by the service sector. 
Lusch & Vargo (2008) found out in their study that most economies rely on the service sector. 
Research by Moritz (2005) revealed that the design thinking process establishes the association 
between service takers and service providers, where service takers are customers and services 
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providers are the employers. (Tuulaniemi, 2011). Service design is showing the problems of 
customers and giving the right solutions for these kinds of problems. Developed countries' 
economies mostly depend on the service sector. (Polaine, Løvlie & Reason 2013, 39.)  It shows 
the true and visible picture of the actual situation that makes it easy to overcome the problems 
rather than to go in an awkward situation. Schneider et al., (2018) found out that service design 
enhances success and reduces the problems. 
Service design is very essential because it shows a real and visible picture. It makes it easy to 
understand the things regarding service and job matters and assembles strong customer relations. 
By using service design, it is possible to modify the service requirements according to demand. 
Service design improves value for the customer as well. Through service design, a firm can utilize 
its employment resources in an effective and efficient way. It makes it easy to understand the needs 
and wishes of customers, it also makes it easy to develop and construct the ideas and then 
implements them into possible effective solutions. Service design creates a clear understanding of 
the requirements of the customers and it is possible to implement them in an effective way. (Moritz 
2005, 38). Service design not only makes the firms prosperous but it also enhances the overall 
business system both in the internal and external mechanisms. (Schneider, 2018.) 
4.2 Service Design in the Public Sector 
The utilization of service design is not only important for the private sector economy of the country 
but it also plays a vital role for public listed companies. Whicher, Swiatek, and Cawood (2013) 
established that it is very important to adopt the service design process for the private companies 
and firms to survive in a competitive market. They further find that service design makes 
companies to a competition in a competitive market that enables the firm to face the other private 
firms. The researchers moreover depicted that service design is also very important for the public 
listed firms, as it works according to the desires of customers. As the public sector has to face new 
and future challenges regarding the services, service design pushes the public sector in a positive 
and growing way. (Polaine, Løvlie & Reason 2013, 19.)   
Finland adopted the national design program in 2013. The basic aim was to design services in 
competent manners through basic means of education. This means that the country is not only 
creating competencies for publically listed firms but also promoting the value of the firms. Service 
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designers can make the publically listed firms more powerful and diversified. Services designers 
always assist the firms to easily identify the issues and problems and make them overcome these 
kinds of issues. Service designers by taking healthy and powerful decisions can improve the value 
of the firm and reducing the cost and increasing the value of firms are the key factors of any 
particular firm. (Tuulaniemi, 2011). 
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5 Methodology. 
Research Approach 
This chapter comprises the methodologies and techniques used in this study. It includes interviews 
and data analysis. This section explores how the immigrants and newcomers in Finland's economy 
interpret their jobs and unemployment experience. And I also want to identify how the immigrant 
plans their future circumstances in terms of job and career.  
In order to find the true picture of this research, I applied qualitative research techniques. 
Qualitative data consist of the target population's experiences, opinions,  sentiments, emotions, 
and knowledge, as it has been discussed in (Merriam and Tisdell 2015) research paper. The 
qualitative data research techniques were to find the true and real picture of the target population. 
Merriam and Tisdell (2015) observed that qualitative data can be gathered through interviews by 
observing the participants and respondents. 
5.1 Interviews 
Random unemployed immigrants were interviewed to determine the reasons for unemployment. 
The people selected for interviews came from different backgrounds, cultures, countries with 
different attitudes. They are from China, India, Somali, Iraq, Pakistan, and Mexico. The questions 
were asked in different languages. (Merriam and Tisdell 2015). The languages used include 
English, Urdu, Punjabi, and Hindi. The conversations were recorded with the tab recorder to 
identify the misinterpreted information. The interview was partially structured and partially 
unstructured. The three main interview questions highlighted the main study objectives and 
research questions that we wanted to establish. 
5.2 Benchmarking 
Benchmarking is used to learn how other organizations operate in order to improve products or 
services. Utilization of other company’s good practices is a benchmarking privilege, avoidance of 
mistakes also becomes easier. The standard for excellence of products and services is identified 
via benchmarking. This improvement tool is achieved by making comparisons with the best 
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existing companies or organizations within the area. (Merriam and Tisdell 2015)  Benchmarking’s 
main objective in the public sector is the provision of solutions to specific problems. Benchmarkers 
use the experience to identify the equipment used, and the problems to be encountered. In this 
study, the researcher reached out to an organization before benchmarking the services at Espoo 
competence center. 
5.3 Service Design Methods 
According to the customer's need, service design involves needs, steps and milestones of the 
customer's process (Mootee 2013). In this study, the researcher used business models, service 
blueprints, and personas. These types of business models comprise of various building attributes 
through which an organization can generate a new model in order to get more prosperity and 
success comparative to old ones (Osterwalder and Pigneur 2010). The researcher generated the 
business model canvas about the service design of the particular organization. 
 
Co-Design  
 
Co-design is not an event, but a process. It is also referred to as generative design, co-creation, 
participatory design, or co-operative design. It is a process that involves customers, and the product 
or sevice users in the development process. It helps in defining the problem in need of a solution 
using developmental design. The research has combined experience with professional skills to 
create an adapted co-design that will address the immigrant's employment needs. (Osterwalder and 
Pigneur 2010).  Interviewees in the co-design were immigrants who will benefit from the process, 
clients, stakeholders, researchers, and staff from the competence center. 
Co-design is a cyclical process and does not require rushing. The process varies as the problems 
to be addresses vary. It requires a room for change in order to reflect on the issues and the needs 
of the people. The process begins with aspirations, identification of values shared, and a goal for 
the common good. (Osterwalder and Pigneur 2010). Three phases are included: understanding and 
clearly defining the existing problem, reflecting on the problem, and the needs of everyone 
involved, development of the solutions, and the testing of new ideas. 
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Figure 12: Co-design Phases. 
Personas 
 
The aim of coming up with a persona was to enhance focus during prototyping and ensure all 
materials from the interviews included in the developmental stage. The first stage of the process 
was to collect relevant customer's problems and place them in a more logical way, which could be 
the discussion. The discussions are meant to get solutions for the issues before production or the 
actual business starts. (Stickdorn et al, 2011.) 
 
Service Blueprints  
 
Service blueprints explain physical evidence (Schneider et al., 2018). Services blueprints are 
utilized in this study to acquire knowledge about the customer's experiences and service design 
process. Service blueprints are essential in understanding the target population's norms, cultures, 
behaviors, expectations, moral values, motivations, and requirements that enhance them and 
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upgrade and refine their lives. The blueprint adopted in this research describes pre-service and 
post-service actions of users upon feedback provision. This blueprint develops a clear picture of 
when the customer comes into contact with the services 
 
 
EVIDENCE 
IMMIGRANT 
JOURNEY   
LINE OF INTERACTION  
FRONTSTAGE 
ACTIONS                                                                                                                                                              
Line of Interaction 
BACKSTAGE  
ACTIONS     
Line of interaction 
 SUPPORT PROCESSES 
.                                                    
Figure 13:  Employment Center Blueprint.  
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5.4 Data Analysis 
Data analysis involved generating meaning from the collected data. Merriam and Tisdell (2015) 
observed that it was important to analyze data to make sense of research and to find the results and 
conclusions. Thematic analysis is a highly inductive method to analyze the data (Dowson, 2002). 
The analysis began immediately after collection.  
Content analysis is a research technique that helps a researcher to get data regarding a community 
or a situation through a thorough evaluation of collected data.  The data extracted from various 
sources such as documents, pictures, video, and audio is analyzed qualitatively and quantitatively. 
The qualitative method analyses the results based on the researcher's ability to communicate. The 
analysis is significant, and required for understanding the problem and so that one can be able to 
give a concrete explanation. Content analysis has two primary approaches; the inductive, and 
deductive approach. The inductive method involves the systematic reading of a text and putting 
them into categories, where the material was used for the subsequent analysis. The deductive 
method consists of categorizing the book before doing the scan. 
 
5.5 Brainstorming 
Brainstorming is an ideation method mostly used when handling a cohort of people. It enables 
individuals to have a broader understanding of a problem; hence, they can think critically to come 
up with different solution opinions. The possible solution given out is written in a paper, and tested 
for efficiency. (Schneider 2018.) 
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6 RESEARCH AND SERVICE DESIGN 
 
6.1 Interviews 
The researcher conducted interviews and discussion sessions at Työrasti Espoo. Two työrästi 
officials were interviewed. Also, four individuals were interviewed; these individuals were 
between the ages of 22-45 years, and mainly from China, India, Somali, Iraq, and Pakistan. These 
individuals passed the inclusion criteria of having vast knowledge of the issues under discussion.  
They had also lived in the country for more than five years. This research established that 
immigrants move into the country for many reasons either in their teens or as adults. As had been 
reported by Vartiainen et al. (2016), they come with high expectations of securing employment in 
the country. Initially, this study found out that many people though Finland was a country where 
it was easy for an outsider to secure work, but the employment situation after entering the country 
proved difficult for them. The competition for the available position is intense and the nature of 
requirements eliminates most of them. It is survival for the fittest and most of them cannot compete 
with the locals.  
The researcher focused on three main points while conducting the interviews: 
- Reasons for unemployment. 
- The effects of unemployment on immigrants. 
- Existing Support for Unemployed Immigrants 
 
Reason for Unemployment  
Lack of appropriate knowledge and skills, inadequate work experience, limited vocational skills, 
poor understanding of the Finnish language emerged as the top reasons why these immigrants are 
unemployed. Most of them due to the inability to communicate coherently, could not secure 
employment.  Others mentioned bad luck and lack of job opportunities as the reasons why they 
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had not been able to secure work. Overall, the majority of them mentioned a lack of job-specific 
skills and language barriers as the reason for unemployment. 
  
Language Barrier  
 
The language barrier is a major problem of immigrants from different parts of the world face. Most 
of these immigrants speak Chinese, Spanish, Somali, Arabic, and other languages and are not 
conversant with the Finnish language. Communication with the locals, who are the employers, is 
a huge problem.   Two of the subjects observed that they are unable to read and write and the poor 
understanding of the Finnish language is also a reason why they have failed to secure employment.  
Some have lived in the country for more than five years, but are still incompetent when it comes 
to communicating in the Finnish language. There are some who complained about the lack of 
sufficient and reliable language classes for them to improve their reading, writing, and speaking.  
Finnish is the official language in most workplaces and schools and individuals who cannot speak 
or hear enough Finnish find it hard to cope.  This problem is huge and if affecting is affecting 
many immigrants.  The individuals are finding it hard to integrate with others due to their poor 
communication skills. Those who managed to attend language training programs noted that the 
sessions were not enough for them to develop language competency. They can write and 
communicate coherently like natives. One interviewee is more competent than the locals and it is 
not easy to realize that he is an immigrant, unless told.  
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Figure 14: Reasons for Unemployment 
 
Skill Mismatch and Insufficient Vocational Skills  
 
Others highlighted lack of job-related skills as the reasons why they are unemployed.  These 
individuals were from the restaurant management of Finland, the metal industry, and logistics and 
warehousing.  One of the interviewees who noted that language is not a problem for him pointed 
out that in most cases he secured employment but his skills fail to match those the employers 
require. The training he received in his native country is quite different from the one offered in 
Finland and this skill mismatch is a huge problem. Other participants also pointed out this problem. 
Vocational skills are useful in enhancing the prosperity and competitiveness of the jobseekers. 
Employers in the country expect potential employees to have various vocational skills, especially 
in technical sectors such as health, engineering and construction.  
Causes of 
Unemployment 
Language 
barrier
others
Lack of 
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Lack  of 
work 
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Insufficient Work Experience  
 
Employers in the county require jobseekers to have several years of work experience on the resumé 
for them to be considered for openings.  The majority of the interviewees complained about the 
failure to have the required work experience as the reason why it has been hard for them to secure 
employment. (Petrika, 2014)  One interviewee had the required experience from the firm back in 
their native countries, most employers demand experiences working in Finland.  The majority of 
the employers have no trust in those who claim to have experience from elsewhere, and this is 
largely motivated by the cultural distance between Finland and other countries.  This issue is a 
huge problem because immigrants cannot have work experience without securing work in the first 
place. Even those who opt to work as volunteers to gain the necessary experience are finding it 
hard to spot volunteer opportunities.  
It was not surprising that most employers appreciate the work experience gained from the country.  
Finland has two official languages and Finnish is one of them; it is the most widely used. However, 
Petrika (2014) observed that with increasing globalization, the country should expect more impact 
on the Finnish.  Languages such as English are gaining ground in the country and as companies 
become more international, the demand for applicants to have a good understanding of Finnish 
will diminish.  Previous research by Itani, Järlström and Piekkari (2015) had found out that weak 
Finnish Language skills impacted significantly the chances of securing employment in Finland.  It 
is, therefore, not surprising that most of the people the researcher interviewed agreed that there 
was a high demand for job seekers to have a certain level of Finnish language skills. This 
requirement is not unique and it happens in other countries as well. (Itani, Järlström and Piekkari, 
2015).   Some of these immigrants have moderate or good Finnish language skills already but are 
critical that the job search is moving at a reduced pace due to the inadequacy in communication in 
the Finnish language. They do not trust their language skills.  
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Other Reasons 
 
While language barriers, lack of skills and inadequate work experience are the reason why most 
of them cannot secure employment, there are others who think they are unemployed due to their 
foreign identity and bad lack. One intervieww specifically, noted that he has all the skills and 
competencies in Finnish but employers have never considered him for work. He thinks it is either 
because of his foreign roots or bad luck.  Another interviewee supported the idea of having foreign 
roots as the reasons why employers are not considering them.  However, there are others, 
particularly women, who have never bothered to apply for employment. There was one male 
interviewee from Saudi Arabia who indicated that back in their country they never sought for work 
because opportunities are many and he finds it hard to seek employment here in Finland. Another 
interviewee noted that she is a housewife and she does not understand anything about employment.  
Some of the immigrants face prejudices during applications.  One of the interviewees the 
researcher met who speaks Finnish fluently applied for many jobs but did not get any job offer.   
The existence of discrimination in the labor market never surprised the researcher as Jasinskaja-
Lahti, Liebkin and Perhoniemi (2007) recorded similar findings.  An empirical study conducted 
by Larja et al. (2012) found out that having a Russian accent reduced the chances of employment 
significantly.  The authors also established that applicants having African or Arabic sounding 
names are likely to face even more discrimination.   Probably employers are not employing 
immigrants due to discrimination or fear.   
 6.1.2 How Unemployment is Affecting Immigrants 
The study wanted to understand the impact of unemployment of these immigrants. It emerged that 
lack of employment was causing them psychological, financial and social problems. The majority 
of immigrants are unhappy and miserable with their unemployment status.  Most of them, 
especially the male participants indicated that they were finding it hard to meet their 
responsibilities as men. Two of them noted that they have a family and providing for it is a huge 
problem. The financial impact was more severe in men than in women. Most of the female 
participants have husbands who take care of their financial needs. There was one male participant 
who noted that he has a family back in Mexico and he cannot send them money for substance. For 
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the last three years, he has been hoping to bring them here to Finland but financial challenges have 
made it hard for him.  
 Psychological challenges were evident in most of the participants. For most of them, staying in 
the house doing nothing was a huge frustration to them.  One participant was depressed with his 
unemployment status and indicated that at one point he contemplated suicide and only changed his 
mind after speaking to a counselor. Socially, being unemployed has affected them significantly. 
Those with families back at home cannot visit them due to a lack of air tickets. Families cannot 
also come to visit them. Children are not proud of their unemployed parents and it affects their 
esteem when interacting with those whose parents are employed and can provide for most of their 
needs.  Their children can neither attend schools like others nor participate in social functions 
where the money is a requirement. However, there are those who noted that unemployment has 
had no significant impact on them because they have rich relatives who care for them.   There are 
two others who noted that they were once employed but lost work. Life never changed when they 
were working and thus, they do not think being unemployed has affected them in any way. These 
participants think the main problem is with the failure by the government to priorities their needs 
and support them through welfare activities.  
 
6.1.3 Existing Support for Unemployed Immigrants  
 
Interviewed customers listed the following as the support received: 
- Integration services. 
- Employment services. 
- Financial support. 
- Social support. 
The researcher was concerned with whether these unemployed immigrants were receiving any 
kind of support. It emerged that most immigrants had received integration services, employment 
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services, social support and financial support. There are those who came to the company as minors 
and enrolled in school.  Later, they enrolled in TE–services as job seekers after gaining adult status.  
Some enrolled in vocational training to increase their employability.  Others think the TE-office 
has been instrumental in offering them career coaching services and enhancing their knowledge of 
working in Finland. Some of the participants highlighted how social services have been 
instrumental in learning the Finnish language. Many of them had no money to enroll in these 
classes, but social services came in time to bear the cost.  Others have received various counseling 
and advice regarding social services for children and family. Although these services are there, 
however, many of them think they are not sufficient and have failed to cater to most of their needs. 
They want the government to prioritize their needs and assist them like any other person living in 
the country. Many feel secluded from social services in the country. Given that these individuals 
are unemployed and confronted with financial challenges; social support was cited as something 
that can help them meaningfully. 
 
6.2 Personas 
Creating personas and scenarios is a useful process for research purposes. It helps to recognize 
the different needs and expectations of the customers. Taking into account the needs and desires 
of the customers can help how the developed service is valuable. Research from the following 
three persons who have different social status will define the general picture of unemployment, 
hurdles, and possibilities.  
Segmentation of these individuals for better service delivery was the next area of concern. The 
first customer who requires little help to be ready for the job market. He does not have good Finnish 
communication skills but holds a Master’s degree in Engineering and working experience is a big 
motivation for him. He is living in Finland with family, graduated from Finland, but still struggling 
to find a proper workplace. Such customers can get employed with little help because sometimes 
customers do not know what is the proper way to find jobs in a new country. But he will not only 
learn the Finnish language also learn how to integrate into the Finnish job market. Finland is a 
good job market for engineers, but it is also important to showcase your skills and apply them 
properly.   
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Unemployed, 
Motivated, 
Focused. 
 
 
 
 
 
 
 
 
 
 
Figure 15: Persona 1:  An immigrant who requires little help in the job market. 
The second segment has immigrants who require competency development. This customer is self-
motivated and wants to learn the Finnish language, also wants to study Business Management 
education. She came to Finland legally holding a student residence permit, but she started with a 
cleaning job and changed her residence permit type, sooner she realized that this profession is not 
for her. Now she has a plan to start her studies and complete them as soon as possible. This 
particular type of person needs to develop their competencies to cope with market requirements. 
Consider a customer who is motivated, positive, and hopeful towards perfecting language 
proficiency and completing education.  
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Figure 16: Persona 2: An immigrant who needs to develop skills. 
The third customer is an immigrant his skills in the Finnish language are poor. He came to Finland 
as an asylum seeker. He had a hard time in Finland, his asylum-seeking application got refused 
and he waited long for appeal time. This whole process tested his nerves, he never gave up and 
was now able to start from scratch. He is motivated to learn the language and take on vocational 
studies. 
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Figure 17: Persona 3:  An immigrant who is learning a new skill. 
 
The study noted that in these groups there are individuals who have been in the country for a few 
years and integration services in the competency development programs will benefit them 
substantially.  Some have lived in the country for more than three years but are finding it hard to 
integrate with the rest of the citizens.  Providing them with these services is a step towards 
increasing their employability. It was important to identify the most suitable service models for 
these types of job-seeking immigrants.    
6.3 Benchmarking 
Koto-SIB is an employment program implemented by the Ministry of Economic Affairs and 
Employment and TE-Office. This program offers services for immigrants who are residing legally 
in Finland and registered at TE-office as unemployed. (Kotosib Helsinki.) 
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I benchmarked Koto-SIB Employment Center. Most of the immigrants at the center are from the 
restaurant management, the metal industry, and logistics and warehousing sectors. The Koto-SIB 
Employment Center provides individuals with training and support to enable them to quickly and 
easily secure employment.  This training aims at addressing the needs of the job seeker and those 
of the work.  The center offers lessons on working life skills, Finnish language, and job mentoring 
and coaching. This program is nationwide and over 500 immigrants find a job through it annually. 
(Kotosib Helsinki.)  
The Ministry of Employment and Economic Affairs implements employment, but the management 
is by TE-Offices and other service providers. Securing employment, training, and educating of 
immigrants is conducted by the service providers, who are mainly experienced individuals in 
integration training.  This program is an optional path for immigrants to find employment and 
improving their Finnish Language Skills.  In the next three years, Koto-SIB Employment Center 
plans to secure employment for at least 2500 immigrants.  Those who qualify for the services are 
individuals with a residence permit who have not received their citizenship yet.  Other qualifiers 
include individuals who have registered with the TE-office as unemployed job seekers.  Lastly, 
people who are ready to start working after the training and wish to continue learning the Finnish 
language. (Kotosib Helsinki.) 
The training and internship at Koto-SIB Employment Center are devised based on the personal 
needs of the immigrants. Individuals have various options to choose from based on their needs.  
They can either decide to learn Finnish for three to six months in workshops or in class. The 
internship starts after acquiring a sufficient level of Finnish. The internship leads to employment 
but customers can continue with the job searching if necessary. 
  
One informant at Koto-SIB Employment Center mentioned other promising programs coming up 
in the private sector.  The COME-project run by the Helsinki Chamber of Commerce offers 
guidance and counseling to employers. Saukkonen (2016) observe that the objective of these 
private initiatives it to prepare the employers and employee for the possibility of working with a 
person from a different culture, country, and of different ethnicity.  Saukkonen (2016) says these 
programs offer different services to the immigrants, including training on language training, 
cultural competency and professional skills.  
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Based on the information collected from the Koto-SIB Employment Center, the majority of the 
program attendees think lack of vocational skills and language barrier are the main reasons for 
their unemployment.  For this reason, the Helsinki Competency Center should focus on language-
oriented training and improvement of individuals’ vocational skills.  This training should offer the 
immigrants an opportunity to learn the Finnish language, both written and spoken, and increase 
their employability.  At the end of the training, the immigrants will be ready for the job market or 
enroll in training where they can acquire the professional skills necessary for certain jobs. 
I found useful information in the program called MONIKA Multicultural Women´s Association 
of Finland., which has been effective in assisting female immigrants secure work in the country. 
(Saukkonen 2016, 10).  According to the informant, it is hard for these immigrants to secure work 
in their area of specialization. This program was launched in 2011, targeting female immigrants in 
Finland. The individuals enroll in 6-8 months of training to enhance their social and professional 
networking. Saukkonen (2016, 19)  The program coordinators search for mentors for these women 
who assist them in preparing a resumé or discuss with them the experience of working in Finland 
and what employers require from them as workers. The women are paired in groups of 15 to offer 
peer support to each other. These activities are voluntary and free. The informants observed that 
this program has helped many female immigrants secure employment in the work and this is 
because the program enhances the social skills of individuals.  
 
 
6.4 Developing Competencies 
With the idea of the Helsinki Competence Center in mind, the researcher focused on the things 
required to develop a competency Center and what makes a good competency Center. It was 
hypothesized that this knowledge at Espoo Skill Center was useful in creating a Center in the 
Helsinki, Helsinki and Espoo area that meets all the needs of the unemployed immigrants. The 
interviewee primarily discussed how advances in technology and social media could aid in 
competency development given individuals have varied levels of digital literacy.  Among the 
issues raised by the interviewee was developing competencies in using digital tools to enhance 
employability. (Silverman, 2016). The participant also pointed out other skills such as reading, 
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writing, and the use of the Finnish language as vital in competency development.  It was suggested 
that an excellent competency center should focus on digital skills, information and technology, 
Finnish language, career planning and self-knowledge skills. Also, interviewees also talked about 
cultural competency. The interviewees observed a huge cultural distance and noted that cultural-
based learning was necessary for reducing the distance and developing cultural competency. 
Without being culturally competent, it is hard for immigrants to work with individuals from a 
different culture.  
 
 
 
 
 
 
 
 
 
 
 
Figure 18: Competence centers’ focus 
Issues that competence 
centers should focus on. 
Digital Skills 
Information & 
Technology 
Teaching Finnish 
Language 
Career Planning 
Self-knowledge Skills 
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6.5 Service Ideation 
After collecting the data from the targeted group, and receiving feedback on the reasons why they 
are unemployed and how it is affecting them, the researcher started ideating the services that are 
more suited to the customers. Organized interviews in February 2019 together with the service 
providers received an invitation. The outcomes of the data were presented by the researcher, and 
discussion on finding probable solutions to the problems of unemployment was tabled and 
discussed at length.  
What was surprising is that most of the immigrants in the country are highly educated but lack of 
certain qualifications demanded by the Finnish employers was the reason why they have failed to 
secure employment.   A previous study by Petrika (2014) had established that 21 % of these 
immigrants lack matriculation degree and most of them had received their degree outside the 
country. It is always difficult for these educated immigrants to locate work that suits their training 
and level of skills (Lehtovaara, 2017). Studies by Hiltunen (2012) and Korhonen (2014) noted that 
most of the educated immigrants in Finland ended up working in a field different from their area 
of training. cleaning services, care professionals, catering business and construction. 
(Linnanmäki–Koskela, 2010.) 
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7 RESULTS 
7.1 Interviews 
Defining the service, identifying the service goals, service resources, the service’s target group, 
channels used, and the stakeholders of the service were the results of the interviews. 
 
The Service. 
Työrasti Competency Center aimed at identifying the likely services to offer at the immigrants. 
The resources required for the improvement of immigrant skills are made accessible. The center 
determines the services to offer to their different customers by taking their personality, and 
individuality into consideration. Every customer receives guidance and te skills needed from the 
appointed competence center employee. 
During interviews, it was discussed the importance of having competence centers. Interviewees 
had ideas on how the competence centers delivery can be improved: development, and nurturing 
of talent, planning of their various careers, information on the job market, use of the internet and 
other search engines in finding employment, setting employment goals, and ways to stay 
competitive in the job market. 
 
Target group of the Service 
The interview participants classified the target group of the services to be youths, which is from 
17 - 35 years of age. The target group is composed of immigrants who are unemployed and have 
a residence permit to live in Finland. 
 
Resources of the Service 
Työrasti Competency Center makes use of school, and office equipment in their services. TE-
services provide data of the customers to the center. 
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Goals  
The centres' short-term goal is to accommodate the needs of unemployed immigrants, securing 
employment for the many unemployed immigrants is the centers' long-term goal. 
 
Channels 
TE-services is currently the sole service provider for the competence centers. 
 
Stakeholders. 
Organizations, companies, institutions, and influential persons are some of the stakeholders listed 
by the participants. Among these stakeholders are language trainers, business coordinators, career 
coaches, service managers, and service planners.  Private recruitment firms, entrepreneur 
associations, and the chamber of commerce are external stakeholders.  
 
 
  
 
 
 
 
 
Figure 19: Stakeholders’ Map 
Organizations, companies, 
institutions, and influential 
persons 
Private recruitment 
firms, entrepreneur 
associations and 
chamber of 
commerce. 
Language trainers, 
business 
coordinators, career 
coaches, service 
managers and 
service planners 
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7.2 Business Model Canvas 
A business model canvas comprehensively describes how a company creates, delivers, and 
captures related values. The business model is viewed differently by everyone. A business model 
canvas is the representation of new business models, which is generally used by strategic managers 
since it provides a holistic view of business as a whole structure. It gives people a common ground 
in which they can decisively evaluate traditional processes and bring creativity, innovation to the 
business model.  Therefore, it is competent to use the model to bring up the Helnsiki competency 
center since it has nine building blocks. (Osterwalder & Pigneur, 2010.) 
Customer segmentation is the first segment.  The customer pie partitioned into manners in which 
organizations address a specific want for a particular segment. It is essential because it is the 
gateway that ensures product features in the company aligned with the segment traits and the needs. 
One needs to understand a customer's current and future needs. (Osterwalder & Pigneur, 2010). 
The organization should perform listing in priorities that should contain the full potential of 
customers. Finally, the company should perform a customer assessment of all customers by 
understanding their strengths and weakness. 
 A firm's value proposition is the combination of products and services to its customers (Ennuste, 
2016). The offerings need to be unique and easy to differentiate from generic competition. 
Therefore it is divided into two categories, quantitative and qualitative. In quantitative, it stresses 
the price and the efficiency of the products or services, qualitative emphasis on value proposition 
highlights, and experience. It provides value through attributes like customization, performance, 
price, cost risk reduction, accessibility, and convenience.   
Channels are essential mediums in any model and organization since it determines how factors 
and communication flow. Also, how an organization offers its value proposition to its related 
customers' segment is the channel. There are various channels available, and an organization 
chooses a channel that is quick, efficient, and which require least investment amount. There are 
two kinds of channels company-owned and partner chains. For an entrepreneur, it is of most 
importance to identify customer channels. Finally, the gutters need to be evaluated using the 
SWOT analysis. 
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A customer relationship is a block of the model. For an organization to blossom, it needs to select 
proper customer relationships to ensure success and sustainability. (Osterwalder & Pigneur, 2010). 
Customer relationships further categorized as personal assistance, dedicated personal assistance, 
and self-service. Personal assistance is a kind of relationship in which the company interacts with 
the customer directly through employees, and dedicated personal support characterized by a close 
interaction among customers and company selected representatives. 
The revenue system is an efficient stream methodology that a firm follows to get customer 
segments to purchase their products. Therefore, a revenue system is created in the following ways: 
Auto sale, Usage fees, subscription, lending, and breakage fees. When coming up with revenue 
streams, it is duly essential to recognize valid pricing to be achieved by the process of elimination. 
Evaluation of different price values, and in the end, reflection should be made. 
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8 CONCLUSION AND RECOMMENDATION 
This study had three main objectives. Firstly, what services do immigrants in Helsinki and Espoo 
area require to enhance their employability? Secondly, to inspect the experience of immigrants 
and co-design their employment services. Thirdly, to examine the motivation of newcomers in the 
Helsinki and Espoo area and select the most appropriate employment services for them. The result 
of this study shows that there are many reasons why immigrants are unemployed.  The majority of 
them cannot secure employment with their poor understanding of the Finnish language. The type 
of work notwithstanding, the employers require them to be able to write and speak clearly in the 
Finnish language.  The demand by employers to have excellent language skills is because most of 
the employers do not want to hire and use these precondition to eliminate them.  From the 
employers' point of view, however, being able to speak and write in Finnish is vital for them to 
perform effectively in the workplace.  Lack of work experience is also another reason why many 
of them cannot secure employment. The employers require them to have experience working in 
Finnish firms, but most of them have only experienced working in companies in their native 
countries.  This requirement is a huge obstacle, and it makes the employment seeking process 
difficult for them.  These individuals are expected to work with the Finnish firms to have this 
experience, but no one wants to hire them in the first place. Lack of or insufficient vocational skills 
are also another reason why most immigrants are facing challenges in securing employment in 
Finland.  These individuals require professional training to equip themselves with the necessary 
skills needed for the job market. 
The unemployment status is causing them numerous problems.  They are unsatisfied with their 
condition, and most of them lack s enough social and exploration skills to find or request for the 
information they require.  This research established that most immigrants are determined to deal 
with the unemployment challenge facing them, but never provided with the co-designing 
opportunity for the services they desire. (Saukkonen 2016, 18.) These incidents happen because 
experts dealing with unemployed immigrants assume they have a good understanding of the needs 
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of these individuals.  The findings of this study show issues of unemployed immigrants as hard to 
solve without involving them in the co-designing of the services.  Having their perspective in the 
designing of the employment services will make them feel part of the process. This feeling is 
necessary for enhancing their cooperation with the stakeholders and enhances the chances of 
succeeding. 
The people the researcher interacted with during the study affirmed the need for the immigrants to 
remain active, durable, and persevere in pursuit of employment opportunities.  Counseling sessions 
and career path mentorship are required to assist them in integrating into the Finnish labor market 
quickly. Apart from required professional training and experience, success in this labor market 
demand network, initiative, and additional training. 
As the country moves towards designing thinking, the result of this study indicates that the 
employment services for the immigrants should also align with the design thinking model.  The 
modern world is expert-oriented, and many qualified and competent individuals can create these 
services for the Helsinki Competency Center.  It is also vital to let the immigrants be experts on 
their own and allow them to define the type of services required to increase their employability.  
This study recommends the following: 
1. First, the stakeholders should come together and assist the immigrants in their job seeking.  
There should be agencies or individuals that act as the bridge between immigrants and 
employers. The Helsinki Competency Center should play a leading role in offering 
immigrants vital information regarding the gap between them and job opportunities. 
2. For the immigrants who lack self-activation and exploring skills, the competency center 
should come up with an assessment program to find out about the hidden abilities of these 
individuals.  After identifying their hidden competency, the focus should be on helping 
them acquire vacation skills through training. 
3. Since a majority of the immigrants are not competent in the Finnish language, the Helsinki 
Competency Center should come up with basic Finnish language courses for these 
individuals. Some are unable to benefit from the coaching programs, competency 
developing classes, and assessment programs due to the language barrier. Working on their 
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communication will help them immensely by making them more competent to work in 
Finland. 
4. The growth of the internet and social media provide an opportunity for immigrants to 
search for employment.  Digital tools have transformed the content of work and search for 
employment. Social media is playing a considerable role in the job search, as many 
employers turn to sites such as LinkedIn to search for potential employers. The training at 
Koto-SIB Employment Center should also pay attention to how individuals can leverage 
social media and other online platforms to enhance their employability chances. Training 
in technology is vital as many employers increasingly want to hire individuals who have 
basic comport training regardless of the field of practice. While the lack of computer skills 
is something that never came up during the study, the researcher believes these skills are 
crucial, and individuals who have them are more likely to be employed. 
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